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Chapter 1: Getting Started

Introduction Enterprise Invoice Management/Enterprise System Management

(EIM/ESM) is a web-based billing and service delivery reporting
system for Purchase of Service (POS) providers and is one of the
many services offered through the Virtual Gateway. Use of specific
EIM/ESM modules is discussed in later modules.

This module discusses the following topics:
e What is the Virtual Gateway
e System Requirements
e Accessing the Virtual Gateway
e Accessing provider services (including EIM/ESM)

e Password management

Y/\{htat IIS the The Virtual Gateway is a single point on the internet for accessing
Irtua programs and services offered by the Executive Office of Health
Gateway?

and Human Services (EOHHS).

The ultimate goal of the Virtual Gateway is to streamline service
access and coordinate service delivery. It serves three important
groups:

e Internal Health and Human Services staff
e Service provider staff
e Consumers
In addition to EIM/ESM the Virtual Gateway also offers:

e Catalog: An online catalog with descriptions of several of
the most widely used programs in Health and Human
Services.

e Screening & Referral: A short online survey for
consumers and providers to determine potential eligibility
for select EOHHS programs. Multiple services can be
assessed at the same time.

e Common Intake: A single, online data collection tool for
registered providers to create applications for multiple
programs and services.
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What is the
Virtual
Gateway?

(continued)

Transitional Assistance Gateway: An online inquiry tool
for registered agencies to view secure case management
information for various transitional assistance programs,
including Food Stamps, financial assistance, and homeless
services (login required).

Provider Data Management: An online service that gives
Purchase of Service (POS) providers a single place to view,
upload and edit information commonly requested by Health
and Human Services agencies. The service also provides
EOHHS agencies with a single place to view provider
information (login required).

Service and Transition Planning: An online tool for
registered EOHHS staff and providers to support
collaborative treatment planning and referral services for
certain clients served by EOHHS (login required).

IRIS Services for Deaf and Hard of Hearing Consumers:
An online service for providers to request ASL interpreter or
CART services on behalf of consumers; for ASL
interpreters and CART reporters to post availability
schedules, review and apply for open jobs (login required).

Homeless Management Information Systems: The
Homeless Management Information Systems (HMIS)
perform data collection to capture information about citizens
who experience homelessness (login required).

Mental Retardation Quality Management Reporting
(HCSIS): A service for POS providers, Department of
Mental Retardation (DMR) staff, human rights coordinators,
and others to file clinical information and reports on
incidents, medication, restraints, and investigations for
DMR clients (login required).

Senior Information Management System (SIMS): An
online data collection, case management, and reporting tool
for Executive Office of Elderly Affairs (EOEA) agencies
and providers. It enables users to track various programs for
elders, including intake and referral, home care, nutrition,
clinical assessments, and more (login required).
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System

. System Requirements for EIM/ESM and the Virtual Gateway
Requirements

All computers used to access the Virtual Gateway require Internet
Explorer 6.0 or higher.

For the EIM/ESM application, the minimum system requirements
are:

e Windows (98, 2000 or XP Business)
e Internet Explorer 6.0 or higher

e 800x600 screen resolution

e 300MHz CPU and 128MB RAM

Additionally, the preferred system features to enhance the
performance of EIM/ESM are:

e Windows XP (Business Class)
e 1024x768 screen resolution
e 500MHz CPU and 256MB RAM

Acceptable Alternatives:

e Operating System
0 Mac OS X

e Browsers:
o Safari (Mac)
o Firefox
0 Netscape

Note: Testing on the EIM/ESM application has not been conducted
on these alternative platforms therefore compatibility issues may
result.

Tip: If a lower screen resolution is selected, then the user needs to
select the “Smaller” text size.

1. Select the View menu from the Internet Explorer browser.
2. Select Text Size>>Smaller.
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Accessing the
Virtual
Gateway

Access to EIM/ESM is through Virtual Gateway Provider Services.
To Access Provider Services:

1. Open an Internet Explorer session.
2. Type web address mass.gov/vg in your browser.

Logon to the Virtual
Fatewav

3. Select from ONLINE SERVICES box.

State Agencies State Online Services

%R&SM& Home = Government = Special Commissions and Initiatives = SEARCH
Benets Screening Too : .
Catalog of Health and Vl[ tual Gateway IHeaﬂh & Human Services Vl

Human Services Though we may be “irtual®in name, the
. Search

services we support are very real. MassHealth,

Food Stamps, and Child Care are just a few

examples. The Virtual Gateway brings

Common Intake

Enterprise Invoice/Service

Management (EIM/ESM) information and access togetherin a single

ONLINE SERVICES
Interpreter Referral location on the Internet for individuals,
Information System (IRIS) families, providers, and government + Logon to the Virtual
Mental Retardation Qualily Gateway
Reporting (HCS13) Mare

Online Food Stamps on to the Virtual Gatewa

Security Alert message appears.

Security Alert x|
You are about to view pages over a secure connection.
:J.

Ay information you exchange with thiz zite cannot be
viewed by anyone elze on the 'Web.

[T Inthe future, do not show this warning

k. I kare Info

4. Click OK.

Tip: Once you are in the Virtual Gateway, you must use the
navigation tools that are part of the application not your

internet browser’s Back and Forward (€ =) buttons.
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Accessing the You are directed to the Virtual Gateway login page.
Virtual
Gateway Welcome Virtual Gateway User
(continued) y Usemame
Password
(Case sensi itive)
Ea

Eorgot password?

Virtual Gateway Customer Service
Monday through Friday, 8:30 am to 5 pm

B00-421-0938

Note: Security requires that each person have a Virtual
Gateway username and password.

The following steps guide you through logging into the Virtual
Gateway:

1. Enter your Username and Password.
Note: If you are an existing user, enter your current password. If

you are a new user, enter the temporary password you received
from your new user email.

2. Click the [Submit] button. The Change Password page
appears.

Note: The first time you access the Virtual Gateway under this
policy; you will be prompted to change your password. Please
read and follow the password requirements on the Change
Password page to successfully change your password.

To change your password:
3. Enter and confirm your new password in required fields.

Click the [Change Password] button.

Home = Change Password  Account Atributes  Auihentication Questions

Change Password

Welcome Lo e Vifual Gateway. Cur System Indicates Thal your password has expired. For secunfy reasons, itis requined Nat you change your password. To change your
PasEwand enber your new password twice and Men click Change Fassword. Fiease make sure to choose 3 password Mat conforms to the policy below. I you have dificulty in
changing your pasEword. you may contact Me Vinual Gateway Customer Sendce at (300) 421- 0930

Password ’
Confirm Passwerd .

In ordier to suctessfully changs your password, It muzt adhara to the following minkmum password requirsments:

= Cannol contain the words st “password” or e word “pasa’, any pan of your accountiD, your emall, vour first name, your |Zst name, of your full name
« Cannot contaln the following special characters | * « /2 e=»"-?[\]]

Chinge Password Cancel
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.

Accessing the The Virtual Gateway Terms and Conditions of Use page
Virtual appears.

Gateway 4. Read the Terms and Conditions of Use.

Services 5. Click the [Agree] button to continue.

(continued) Note: Users are required to agree to the Virtual Gateway Terms

and Conditions of Use upon first login.

Home  Change Password  Account Atributes  Authentication Questions

Virtual Gateway Terms and Conditions of Use

You must accept the below agreamantia ba able to use anline sericas offered by EOHHS

At et et e i . it

e T gt £ i et T P ‘_.’._v, TR i
. bl User heraby acknowledges that hiese Tarms and Conditions represent the enlira
“| understanding bebween Liser and EOHHS conceming usa of ha Vitual Galaway.

IAqmeI Disagree |

M

The Authentication Questions page appears.

Home = Change Account Attri ication Q

Authentication Questions
‘Welcome to the Virtual Gateway. Our security system requires you to complete the following questions, so that you can manage your account

Please answer all of the questions below and then click Save.

EFuergiﬂ Interface Default

| Question ‘ Answer ‘

ey your FaVOrite DARk?, L amnan, g b geaneat

- . o
.‘__L'A,_AJ\__‘_' (RPN S

As part of the login process, you must complete all of the
security authentication questions that display on this page.

Complete the following steps to submit answers to your security
guestions:

6. Answer all of the security questions.
7. Click the [Save] button to save your responses.

The Business Services page displays providing you to access
your specific business service.
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Accessing the Notes and tips:

virtual e Any time you change your password or call Virtual Gateway

Gateway Customer Service with a password question, you will need to

Services answer three of the seven authentication questions as

(continued) verification. Questions are chosen at random. Answers to

security questions are not case sensitive.

e Use passwords you are likely to remember, and be sure to not
post it where others can access it.

e If you feel your password has been compromised, change your
password.

e If you receive the error message “Invalid User name &
Password. Please Try Again,” call Virtual Gateway Customer
Service for Assistance.

e You cannot reuse the same password.
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Password
Management

After your initial login, you can change your password at any time
by clicking on the Manage My Profile link.

After logging in the first time, and at regular intervals afterward,
users are required to change their password. There are several
requirements for your new password:

The user will be assigned an ID and temporary password sent
through e-mail by the Virtual Gateway Customer Service. All
users must change their password at first login.

Must contain between 8 and 16 characters

The password must contain 1 uppercase character (A,B,C) and 1
lowercase character (a,b,c) with no more than 2 characters
repeating in order (i.e. aa is allowed, aaa is not).

Must contain a number or numbers with no more than 2
characters in sequential order (i.e. 12 is allowed, 123 is not).

Cannot use the same letter more than 3 times.

Cannot contain the words “test”, “password” or the word
“pass”, any part of your account ID, your email, your whole
first name, your whole last name, or your full name.

Cannot contain the following special characters: * +,/:; <=>
-7\

Passwords are case-sensitive.

Users will be automatically logged out of the system after 30
minutes of inactivity.

EIM/ESM after 15 minutes of inactivity.

Important: You will need to disable any pop-up blocker in your
browser to allow the change of password screen to appear. Contact
your network administrator if you need assistance with this process.

July 2008 R4.5v1
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Maintaining Periodically, you will be prompted to change your password. As the
Account expiration date for your password approaches, you will receive a
Information message when you login to your account that your password will be

expiring soon.
Complete the following steps to change your password before
the expiration date:
1. Log into the Gateway. The Business Services page will
display.
2. Click Manage My Profile link in the [Account
Management] section on the right hand side of the page.
3. Click Change Password tab.
4. Enter and confirm your new password.
5. Click [Change Password] button.

Complete the following steps if you forget your password:
1. From the login page, click the Forgot Password? link.
2. Enter your username and click the [Submit] button.
3. Verify the answers to the security questions.

You will be prompted to change you password.

4. Click the [Login] button.
5. Enter Password and Confirm Password.
6. Click the [Change] button.

Page 12 July 2008 R4.5v1
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Maintaining
Account
Information

Virtual
Gateway
Customer
Service
Information

If you would like to change other account information for your
Virtual Gateway user ID, this can be done from the Account
Maintenance page.

Complete the following steps to manage or change your account
information:

1. Once logged in to the Gateway on the Business Services page,
look for the [Account Management] section on the right
hand side of the page.

2. Click the Manage My Profile link.

Account Management

Manage My Profile

Log Qut

The Manage My Profile page appears.

3. Select the appropriate tab located at the top of the page to
change your account information. Follow all instructions
provided.

Home  Change Password | Account Attributes mmmmmesml

Welcome, vgateway1. Select atab above to manage your password, account atiributes including email address, mailing address and phone number information or authentication

Manage My Profile

questions.

The Virtual Gateway Customer Service is available to assist with:

General questions regarding the Virtual Gateway
Technical questions or system issues
Questions regarding how to use EIM/ESM

Password resets

Please be prepared to provide the following:

Name, organization, phone number, email address
Module/page/field you were working on (if applicable)
Description of the issue or error message

Perceived criticality

You can reach the Virtual Gateway Customer Service at 1-(800)-421-
0938 from 8:30 a.m. to 5 p.m. Please leave a message if calling after

h

ours.
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Chapter 2: Introduction to EIM/ESM

Introduction The EIM/ESM service provides functionality for a variety of
provider and agency users. These functions are presented as modules
within EIM/ESM. Modules that are required to complete day-to-day
responsibilities are covered in this user manual. Users have access to
their required modules when logged into EIM/ESM. Other modules
will not be accessible.

The EIM/ESM service is available seven days a week from 7 a.m. to
1 a.m. Thursday — Tuesday; 7 a.m. to 7 p.m. Wednesday.

Each module in the EIM/ESM service has a corresponding module in
one of the EIM/ESM user manuals. This module discusses the
following topics:

e What is EIM/ESM?
e EIM/ESM Overviews
e Benefits of EIM/ESM

What is

EIM/ESM? Enterprise Invoice Management/Enterprise Service Management

(EIM/ESM) is a web-based billing and service delivery reporting
system for Purchase of Service (POS) providers.

Enterprise Invoice Management (EIM) is an EOHHS-wide invoicing
and service delivery reporting tool which coordinates invoicing and
reporting across POS programs, agencies, and providers.

Enterprise Service Management (ESM) supports providers
contracted through the Department of Public Health (DPH) with a
client management and service tracking tool. ESM fully integrates
and coordinates delivery and administration of care across DPH
programs, bureaus, and providers.

This manual focuses on billing functionalities available in EIM.
Additional information about EIM/ESM can be found under the
Provider tab of the EOHHS web page: www.mass.gov/vg.
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EIM Overview

ESM Overview

EIM (Enterprise Invoice Management) enables provider
organizations to invoice or bill EOHHS agencies for certain Purchase
of Service (POS) contracted services.

Service Delivery Reports (SDRs):
e Are generated and submitted by providers through EIM

e Are automatically adjudicated within EIM

e Adjudication results can be viewed in EIM
PRC (Payment Request for Commaodity):

e Are generated within EIM

e Can be tracked through EIM

ESM (Enterprise Service Management) enables provider
organizations to maintain their client roster, program enrollments,
service plans, case management plans, and encounter documentation.

Client Management:
e Accepts electronic applications
e Maintains client information
Service Management:
e Determines eligibility
e Enrolls clients
e Manages authorizations
e Enables service planning and tracking
Note: Initially, ESM will be deployed for DPH programs only.

July 2008 R4.5v1

Page 15

4



Virtual Gateway

Executive Office of Health and Human Services Commonwealth of Massachusetts

Benefits of
EIM/ESM

How does the EIM/ESM service benefit providers?

Simplifies reporting and invoicing for purchased services

Enables providers to track invoices through the adjudication
and payment process, providing information about status,
adjustments, date of payment, etc.

Provides unprecedented enterprise reporting capabilities to
provider organizations as well as agencies

What are the benefits of EIM?

Provides expedited payment
Provides real-time payment processing
Offers access to up-to-date financial data

What are the benefits of ESM?

Provides access to dynamic data collection and reporting
Provides online, client-based enrollment

Enhances referral throughout treatment episode

Page 16
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Chapter 3: EIM/ESM Navigation Basics

Introduction Navigation is simple and consistent throughout each module in
EIM/ESM. The topics in this module will help you:
e Understand the modular structure of EIM/ESM

Navigate through each module

e Search for records

Identify additional navigational tools

Module Links When a user logs into EIM/ESM, the module links are immediately

available at the top of the page.

Health and Human Services Mass.

ome | Clients | Case Management | Billing | Contracts | Report | Help [ Logout |

Welcome atest1

Alerts

|0‘V29/2007 |This environmentis for training oniv!

Displaying 1-1 of 1

Tasks
No Tasks Exist.

Appointments
Ho Appointments Exist.

EIM/ESM USER CERTIFICATION

¥ g billing or data by , release, or authorize, you acknowledge that you are responsible for entries made under your user identification name. If you submit biling or
service data through EIM or ESM for processing, you agree that you are certifying under the pains and penatiies of perjury that it is your intention to attach an electronic signature approval and date to the
EIM or ESM biling or service data, and that either

FOR AGENCY USERS

+ You have been delegated signature authorization by your agency to approve the document (and supporting documentation) as part of your agency's internal control process; OR
» The document you are processing (and any supporting documentation) has received prior written approval by an authorized signatory of the agency, Secretariat, and other required entities, and that a|
copy of any such writen approval is avalable at the agency referencing the EIM or ESM document number.

FOR PROVIDER USERS

+ You have been given authority by your provider organization to approve, reject, modify and submit documents through EIM and ESHL

ALL USERS AGREE AND ACKNOWLEDGE THAT ALL INFORMATION SUBMITTED TO EIM AND ESM IS ACCURATE AND COMPLETE

Each module link corresponds with a functional area: the Clients
module provides access to eligibility and enrollment functions, the
Report module provides access to reports. Billing module provides
access to billing, etc.

Clicking a module link directs you to the corresponding features.

| Home | Clients | Case Management Billing | Contracts | Credentials | Administration | Report |

Page 18 July 2008 R4.5v1
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The Navigation

When a module is selected, a corresponding navigation bar appears

Bar on the left side of the page, allowing users to navigate to related
functions.
EE i Elient Search
% t least one search criteria must be entered
» Case Search Lasthame: [ | Firsthame: [
» Cross Activity Eligibility . l—

IDType: [SelectBelow v
Date of Birth: E

Search

The default page—the page that displays first when a module is
selected—uvaries by module, but is typically a search page.
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Searching for

Searching for a record is the first step in most EIM/ESM functions.
Records

Users search for clients, invoices, contracts, etc., depending on the
functions they use.

Home | Clients | Case Management | Billing | Contracts | Report | Help | Logout

Current Location: Client > Client Search

Client Client Search

» Client Search

» Advanced Client Search Atleast one search criteria must be entered

» Case Search Last Hame: l— First Name: l—
» Cross Activity Eligibility

» Applicant Search 10:

0 Type: [SelectBelow  x
Date of Birth: E

Search

Users search by entering a value or wild card search in a criteria
field.

The wild card is 0. It can be used in alpha-numeric fields alone or
with other characters:

If the criteria is... The results will be...
%son Thompson, Johnson, Mason
m%n Man, Mason, Mellon

The %0 can be used alone to return all records; however, the
response time will be slower.

Tip: To narrow the search results, populate as many search criteria
fields as possible (for example last name, birth date etc.)

To search:
1. Enter criteria.

2. Click Search

The search results appear.

Search Results Search results appear in a table with a link to access the record.

Search Results

Last Name First Name |D Date of Birth Address City Region State
EOHHS
< Sample Carl 001349999 33N 062171943 |Homeless Springfield REGION 1: Tl
—"—) prnd WESTERN
MASS

| Display 1to 1 0f 1]

Click the linked field to select and view the record.
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Add_|t|or_1al You can use the following tools to navigate through EIM/ESM.
Navigational
Tools
Breadcrumbs Breadcrumbs at the top of each page allow the user to navigate to

previous pages easily.
| Current Location: Client > Client Search > Face Sheet > Client Summary |
In the above example, the current page displayed is Client
Summary. To return to the Client Search page, simply click
G Back.
. Do not use the browser button.
Hyperlinks Clicking these links (blue underline) allows you to open the record or

Action Buttons

page related to client information.

These buttons are used to inform the system to perform a function
such as saving data, opening a new page, or performing a search.

July 2008 R4.5v1
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Page The look and feel of EIM/ESM is intended to be user-friendly.

Characteristics The following table contains page characteristics with a graphic

sample.

Required Fields Service Delivery Summary

Required fields are identified on Month: May
each page with a red asterisk (*) Submission Date:

to the left of the field name.
These fields must be entered
before the system can perform *Sort By: | Client Name x| ﬂl
an action such as save new data
or perform a calculation. If
required fields are not populated
appropriately, an error message
is presented to the user.

SDR Type: Supplemental

Optional F|e|ds “Government: Yes & No O *Organization Type: Secretariat

Status: Active © Inactive ©
Comments: =

These are fields where policy
and procedures dictate the
necessity to populate the field .
The system will allow these
fields to remain empty.

Calendar Buttons May 2008

These buttons appear to the right << Prev | Next >>
of date fields. By clicking the
calendar button the current .
month calendar opens. You can T
use your mouse to select days in B 1
the current month or navigate to 25

other months or years by the [may =] [z008 =] &o

drop down menus at the bottom.

FHERE
ANEEE
(S = B )

1
g
i
g
£

23 [53 [25 =
|N |Nl I—l- I=4
== B

Close Calendar
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Page The look and feel of EIM/ESM is intended to be user-friendly.

Characteristics

(continued) sample

The following table contains page characteristics with a graphic

Radio Buttons

These buttons allow you to make
a selection when the field limits
you to only one choice. Radio
buttons can be selected using the
mouse or up/down and left right
keys.

*Report Format: PDF & Excel

Pick Lists

These fields allow you to select a
single choice from available
options. Or you can type the first
letter or number you are looking
for and the system automatically
directs you to the beginning
letter or number you type in
order.

Organization Type: [Select Below =]

[Select Below

Organization Group:

Bureau
Program Office

Secretariat

July 2008 R4.5v1
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Chapter 4. Searching for a Client

Searching for

; To access client data you must first search for their record.
Clients

To see if a client is already in the system you must search, and match
on all five data fields: first name, last name, DOB, gender and SSN.
This helps avoid duplicate records.

You can use the search feature to locate records for review and
enrollment.

Access Client

First, log into ESM.
Search Page Irst, log into ES

To access the Client Search page:

Click the Clients module.
The Client Search page appears.
Tip: The Client Search page is the default.

Horr ; | Clients | Cas Management [ Billing | Contracts | Credentials | Report | Help | Logout |

Curren > Client Search

e Client Search

» Client Search »

» Advanced Client Search Last Hame: | Sample First Name:
» Case Search

ID:

» Applicant Search 10 Type: || Select Below b

Date of Birth: E

Search

Tips:
e To add a client, enter both a first and last name.
e The unique identifier (ID) is an alpha code only.

e To search by the client’s auto-generated unique identifier,
use either the first or last name field.
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Search Process  Begin at the Client Search page.
1. Enter search criteria.

e You can search by partial criteria in either of the names
fields (for example, A returns all names beginning with
A)

e You can use the % wild card for all fields except social
security number. Using the wild card alone in a name
field returns all records; however, the response time will
be slower.

e Available fields include:
e First or last name
e Date of birth
e ID/ID Type
Tip: To narrow down search results, populate as many search criteria
fields as possible.
2. Click _=2earch
The search results are listed below the search criteria.

Current Location: Client > Client Search

Cllent Client Search

» Client Search »

» Advanced Client Search Last Name: |Sample First Name:
» Case Search

» Cross Activity Eligibility
» Applicant Search 1D Type: | Select Below %

Date of Birth: @

10

Search

Search Results

Last Name Fiist Name |D Date of Birth Address City Region State
EOHHS

Sample Carl 001349989 58N 06/21/1943  |Homels 5&%‘.?3‘_‘,1'\1 MA
MASS

3. Select the linked field from the search results.
The Face Sheet page appears.

Important: Review Face Sheet to check that required data fields are
populated.
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Face Sheet The information displayed on the Face Sheet is collected during

intake.
[EREGE Client #253622 : Carl Sample

» Face Sheet »
» Client Summary Application Summary
» Personal Info Application Number Enrollment Status Submission Date Expiration Date

» Referals

» Relations cli s
» Insurance lent Summary
» Consents First Name Middle Name Last Name Suffix Type
» Single Activity Eligibility | [Carl Sample Primary
» Enrollments
» Services Personal Information
Date of Birth: 08/21/1943 Age: 37 Vear(s) 8 Manthiz) 27 Day(s) o jep: m
Social Security 001-34.9399 Highest Grade
Number: Completed:

In what language do you prefer to read or discuss health related materials? English

Contact Information

Effective

Effective To  Restricted Primary

From
Mone, Springfield, MA, 01109 Homeless 03/20/2007 Yes Yes

Phone Number Extension Type Effective From Effective To Restricted Primary

Primary Relation
First Name Middle Name Last Name Type

Personal Information

Date of Birth: Age: Gender:
Social Security’ Highest Grade
Number: Completed:
In what language do you prefer to read or discuss health related Relation
materials? Type:
Phone Number Extension Type Effective From Effective To Restricted Primary

Household Characteristics

Number of Adults: |1

Family Income: |$50.00 Income Frequency: Weekly
Employment Status: Marital/Relationship Status: Divorced
Source of
Income/Support: Dther,
Insurance
q Effective a q
Insurance Name Type Policy Number  Group Number From Effective To Primary
Mo Insurance Uninsured 03/20/2007 Mo

Cultural Background

Spanish Hisy U.S. Citizen:  Unknown
Latino:
Ethnicity: Rugsian Date of entry in the U.S.:
Race: ‘White Date or Year of Citizenship:
Country of Birth: Number of Years a Citizen:
Comments:

Tip: You cannot edit information directly within the Face Sheet;
however, you can easily navigate to editable forms from this page by
selecting the appropriate menu in the navigation bar on the left side.
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Face Sheet

i The Face Sheet is a summary of all client information available in
Information

the system.
It includes:
e client summary information
e personal information
o contact information
o0 demographic information
= household characteristics
= cultural background
= employment
o referrals
e relations

e insurance information

e consents
» Face Sheet [ 3

» Client Sumimary |

» Referrals wAddresses [ 3
» Relations » Phones
» Insurance » Email Addresses
» Consents » Alternate Hames
w Cultural Background [ 3

» Languages

» Employment

» Household Characteristics
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Chapter 5: Intake

Client Your search results will contain all clients that have completed the

|nforrr_1at|0n client summary portion of the intake process:
Overview

e With an enrollment status that has not yet been determined

e With enrollments that has expired

When managing client information you can:
e Add new information for a client

e Update existing client information from the Face Sheet

If clients are being screened for the first time, then the intake worker
would be collecting and entering all information needed to make an
eligibility determination for the particular program the incoming
client is applying for.

Additional

i Important Note: When needed, users should refer to program-
Information

specific forms to determine required data needed to determine
eligibility. See handout to review the program-specific form for
required field information.
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Adding a Client To add a client:

1. Access the Client Search page.
2. Search the system for the client you wish to add.

Current Location: Client > Client Search

Client Client Search

» Advanced Client Search Last Name: ‘SEmp\e‘ | First Name:
» Case Search D ‘ |

» Cross Activity Eligibility

» Applicant Search 1D Type:

Date of Birth: l:l E

Your search did not return any results, Please add a client

3. If the client isn’t in the system, then click add a client link.

The Add Client page appears.
| —ome T Ciients [ Case Wanagement [ biting | Contracts [ Credentiars | Report [ fielp [ Logout | |

Current Location: Client > Client Search > Add Client

Ciient Add Client
» Client Search »
» Advanced Client Prefix: | Select Below vl
Search
» Case Search *First Name: ||Carl Middle Hame: *Last Name: |Sample
» Cross Activity - lﬁ Highest Grade
Ty Suffix: | Select Below ¥ Completed: | Select Beiow =l
» Applicant Search 6/21/1949
System Ge ted
*Date of Birth: E Age: | “YSEmBEnerd “Gender: [M-Male =

*Social Security 001-34.9999 Refused | Unik n

Number:

Save New Client |

4. Enter required information.

Note: See handout to review the program-specific intake form for
required field information.

5. Click Save Hew Client |

The Client Summary page appears, with newly entered
information.

Client Summary

Client Added Successfully

Tip: The system assigns a unique “Person/Client 1D #”.

Client #253622 : Carl Sample

Client Summary
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Home | Clients | Case Management | Billing | Contracts | Credentials | Report | Help | Logout

Current Location: Client > Client Search > Face Sheet > Client Summary

WManage Client Client #253622 : Carl Sample
» Face Sheet
» Client Summary » Client Summary
» Personal Info
» Referrals ‘ Client Added Successfully
» Relations
» Insurance Primary Address:
» Consents Primary Phone
» Single Activity Eligibility Number:
» Enrollments Prefix: Im
» Services N N
*First Hame: ICarI Middle Name: I *Last Hame: |Sample
suffix: |[Select Below 7] HIEE;S‘:\SS‘;E [select Below =l
*Date of Birth: [osziross Age: Z};?D’Sé}’””m sGender: [MMale -

*Social Security [501730°5898 | Refused | Unknown I
Number:

Date Created: 2342042007 123322

Created By: adph
Date Changed: Changed By:

Save Changes | Delete Client

You can update client summary information by clicking Client
Save Changes

Summary from the navigation bar | or

Delete Client

Note: You can update a client’s information or delete a client from
the system.

Adding Client

g To add client information for the first time you may need to enter the
Information

following information for:
1. Personal Info including:
a. Addresses
b. Phones
2. Referrals
3. Relations
4. Insurance
5. Consents

Note: The above information can also be updated at any time once
entered.
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Personal Info To add personal info:

1. Access the Applicant Face Sheet Summary page.
2. Select Personal Info from the navigation bar.
The Addresses page appears.

July 2008 R4.5v1 Page 31



. Virtual Gateway
Executive Office of Health and Human Services Commonwealth of Massachusetts

Adding Address >
Information wPhares | Addresses

= Email Addresses | Mo Addres: Iftormation founs Fou may add 3 new Sddrean
w Alternate Hames

« DEmagraphics

3. Click the add a new Address link.
The Add Address page appears.

Home Case Management [ Billing | Contracts | Credentials | Report | Help [ Logout |

Current Location: Client > Client Search > Face Sheet > Addresses > Add Address

Personal Info Client #253622 : Carl Sample
» Addresses »

» Phones Add Address

» Email Addresses ‘Address Type: lm

» Alternate Hames

» Demographics *Address Line 1: |

Address Line 2: [

WA - Springfiskd s
*State: *City: *Postal Code: d
- =

County: |Hampden - EOHHS Region: EOHHS REGION 1: WESTERN MASS

Primary’ Address
Address: | Restriction: |

03/20/2007
*Effective From: @ Effective To: ﬁ

Comments: d
H
Save New Address

4. Enter required information.

Note: In order to be eligible to receive services from the Department
of Public Health a client must have at least one Massachusetts
residence. Even if the client is homeless, city state, and zip must be
entered. Additionally the primary address box must be checked off
for a Massachusetts residence. Logic is built into the system so that
you don’t need to enter an address if the client is homeless, even
though it is a required field.

5. Click Save New Address I

The Addresses page reappears with the newly entered
information.

Fome Case Nanagement | Biling | Contracts | Credentials | Report | fieip | Logout |

Current Location: Client > Client Search > Face Sheet > Addresses

Personal Info Client #253622 : Carl Sample

» Addresses »

» Phones Addresses

» Email Addresses Address Type Effective From Effective To  Restricted  Primary
» Alternate Hames None. Sorinofield. 144 01108 Homeless [03rz0r2007 Yes Yes

» Demographics

| Display 1to 1 0f 1]

Add Address

Page 32 July 2008 R4.5v1



Commonwealth of Massachusetts

Virtual Gateway -T;,;E_é;'
Executive Office of Health and Human Services

Updating
Address
Information

To update address information:

1. Click Addresses from the navigation bar under personal

info.

The Update Address page appears.

Current Location: Client > Client Search > Face Sheet> Add

ssssss > Update Address

Personal Info Client #253622 : Carl Sample
Addresses »

» Phones Update Address

[ Gitonts | Case Wanagement | Bifing | Gontrasts | Crodentars | Roport | oip | Logout |

» Email Addresses
» Alternate Names

*Address Type: |[Homeless -

» Demographics

“Address Line 1:

Address Line 2: [

0302072007
“Effective From: @

WA ~ Springfield T
*State: “City: *Postal Code: -
Get City & Get Postal Code
County: [Hampden ¥ EOHHS Region: EOHHS REGION 1: WESTERN MASS
Primary Address: Address
i F Restriction: |

Effective To: =]

Commen ts: |

0372012007
03:41:40 PN

Date Changed:

Date Created: Created By: adph

Changed By:

L

=

Save Changes Delete Address

2. Edit required information.

Note: See handout to review the program-specific intake form for

required field information.

3. Click

Save Changes |

You are returned to the Addresses page.

Tip: To remove the address entered, click

Delete Address
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Adding Phone

. To add phone information:
Information

1. Select Phones from the navigation bar.

The Phones page appears.

Current Location: Client > Client Search » Face Sheet > Phones

Personal Info Client #253622 : Carl Sample

» Addresses |

» Phones » Phones

» Email Addresses No Phone Informatien found. Please add phone
» Alternate Names

» Demographics

2. Click the add phone link.
The Add Phone page appears.

Current Location: Client > Client Search > Face Sheet = Phones > Add Phone

Personal Info Client #253622 : Carl Sample

» Addresses

» Phones » Add Phone

: i'l“:'l':el':e::: ‘Phone Number Type: [Cther  &|  *Phone Number: [6179885565 Extension: | |
» Demographics Primary Street Address: Springfield, MA, 01109

Primary Phone: | [ Phone Restriction: O

“Effoctive From; |Lomy2i0? EreciveTo: [ |

Comments:

El

Save New Phone

3. Enter required information.

4. Click __SaveNewPhone |

The Phones page reappears with the newly entered

information.
Current Location: Client > Client Search > Face Sheet > Phones
Personal Info Client #253622 : Carl Sample
» Addresses ‘
» Phones » Phones

Bhon

» Email Addresses ‘ ) ) ) )
‘Phone Number Type Effective From Effective To oY Primary Phone

» Alternate Names
» Demographics |B17)960 5555 | Other 03/20/2007 Mo Mo

| Display 110 1 0f 1]

Note: You can add and maintain multiple phone numbers (home, cell
phone, etc.).

Tip: To add another phone number, click __ AddPhone |

Page 34 July 2008 R4.5v1



Commonwealth of Massachusetts

Executive Office of Health and Human Services "?

Virtual Gateway 1;,;5554

Updating Phone
Information

Adding Email
Address
Information

To update phone information:

1. Select Phones from the navigation bar and click the phone

link in the table.
The Update Phone page appears.

Current Locaon: Cliemt » Cllant Saarch » Face Shaet » Phones » Update Phone

Persanal tnfo Client #253622 : Carl Sample

“» Update Phone

{  “Phone Number Type: | Ciher w  Phene Numbar: (5179885555 Extemsion:
Prlmary Sueer Address:  Spungfield, Ma, 01109
[’ Pl E, Phone Restiiction: 3
w ﬁmm Eltective To: m
ULULES
Ep— -
Date Craatad: E,:“ T A Created By: adph

Changed Hy:

Date Changed:

|_Save Changes | [

Delete Phone

2. Edit required information.

3. Click _S%eChanges |

You are returned to the Phones page.

Tip: To remove the phone number entered, click

Delete Phone

To add email address information:
1. Select Email Addresses from the navigation bar.
The Email Addresses page appears.

Current Location: Client = Client Search = Face Sheet = Email Addresses

Personal Info

Client #259780 : Sam Sample

» Addresses
» Phones Email Addresses
» Email Addresses ® o Email Information found. Please add email

» Alternate Names

» Demographics

2. Click the add email link.
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Adding Email
Address
Information

The Add Email Address page appears.
Current Location: Client > Client Search » Face Sheet > Email Addresses > Add Email Address
Personal Info Client #259780 : Sam Sample

H » Addresses |
(continued) - Phonse | Add Email Address
» Email Addresses b‘ “Email Address Type: [Primary - “Email Address:  |sammy@email corr|
|

» Alternate Names
Restriction: | [

*Effective From: [07/01/2007 [ Effective To: =

Comments: =]

» Demographics

3. Enter required information.

4. Click Save New Email Address |

The Email Addresses page reappears with the newly
entered information.

Current Location: Client > Client Search > Face Sheet > Email Addresses

Personal Info Client #259780 : Sam Sample

» Addresses

» Phones Email Addresses

» Email Addresses »  [Email Address Type Effective From Effective To Email Resiriction
» Alternate Names sammy@email com [Primary 07/01/2007 [Na

» Demographics

| Display 1to 1 of 1]

Updating Email

Address

Information 1. Click Email Addresses from the navigation bar, and then
click the email adress link from the table.

To update an email address:

The Update Email Address page appears.

Current Location: Client > Client Search > Face Sheet » Email Addresses = Update Email Address

Personal Info Client #259780 : Sam Sample
» Addresses
» Phones Update Email Address

» Alternate Names
Restriction: [T

Email Addi »
> —mat fesses ‘ *Email Address Type: |Primary ~ *Email Address: |sammy@email.com

» Demographics

“Effective From: [07/012007 [ Effective To: 1
Comments: =
=l
Date Created: 08/20/2007 03:23:39 PM Created By: cdph
Date Changed: 08/20/2007 03:24:13 PM Changed By: cdph
Save Changes Delete Email Address |

2. Edit required information.
3. Click __SaveChanges |

You are returned to the Email Addresses page.

Tip: To remove the email address entered, click
Delete Email Address
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Adding
Alternate Name

To add alternate name information:

Information 1. Select Alternate Names from the navigation bar.

The Altername Names page appears.

Current Location: Clients:> Client Search = Face Sheet = Alternate Names

Personal Info

» Addresses

Client #259780 : Sam Sample

» Phones

Alternate Names

» Email Addresses Mo Alternate Name Information found. Add a new Alternate Name.

» Alternate Names >

» Demographics |

2.

Click the Add a new alternate Name link.

The Add Alternate Name page appears.

Personal Info
» Addresses

Current Location: Clients:> Client Search > Face Sheet » Alternate Names > Add Alternate Name

Client #259780 : Sam Sample

» Phones
» Email Addresses

Add Alternate Name

» Alternate Names

» Demographics *First Name: [Sammy Middle Name: *Last Name: [Sample
Comments: =
|

Sl Name Type: [Nickname ~

Save New Alternate Name |

Enter required information.

Click Save New Alternate Name I

The Alternate Names page reappears with the newly
entered information.

Personal Info

» Addresses

Current Location: Clients:> Client Search > Face Sheet > Alternate Names

Client #259780 : Sam Sample

» Phones

Alternate Names

» Email Addresses

» Alternate Names

» Demographics B
| Display 1to 1 0f 1]

Alternate Name Type  First Name Middle Name Last Name
> |Nickname Sammy |Samp\e ‘

Add Alternate Name
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Updating . .
To update alternate name information:

Alternate Name P

Information 1. Click the Alternate Name Type link.

The Update Alternate Name page appears.

Current Location: Clients:> Client Search = Face Sheet > Alternate Names > Update Alternate Name

(e  Client #259780 : Sam Sample

» Addresses

» Phones Update Alternate Name

pimaillAddiesres *Alt ite Name Type: |Nickname >

» Alternate Names »

» Demographics ‘ *First Name: [Sammy Middle Name: *Last Name: |Sample
Comments: =l

=

08/20/2007 04:00:24
PM

Date Changed: Changed By:

Date Created: Created By: cdph

Save Changes Delete Alternate Name

2. Enter required information.
3. Click __SaveChanges |

You are returned to the Alternate Names page.

Tip: To remove the alternate name entered, click
Delete Alternate Name

Navigation Bar Use this expanded navigation bar to direct you through adding
and updating information.

» Face Sheet [ 3
» Client Summary |

w Referrals w Adidresses [ ]

» Relations » Phones

» Insurance » Email Addresses

» Consents » Alternate Hames

A tanage Demographics

w Cultural Background [ 3

» Languages

» Employment
» Household Characteristics
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Adding
Cultural
Background
information

To add cultural background information.

1. Select Demographics from the navigation bar.

Manage Demographics navigation bar appears, with the
Cultural Background page as the default.

2. Click Add Cultural Background Information link.

Curpenl Lesagbure Chenll > Cpenl Sear » oo Shecl > Cullondl By iousd

pass ey Clliant #253622 @ Carl Sampla

= Culural Bschgrousd b
» | ANqIATAR Thers ir ¥n Colural Mackgreond Secord Found add Conirsl Reszkqroand brdormodinn
Ctmpegram |

= Housthioid

Fharsderictice

Add Cultural Background page appears.

Current Location: Client > Client Search > Face Sheet > Add Cultural Background

Manage bemearaphies | Client #253622 : Carl Sample

» Cultural Background
» Languages Add Cultural Background

» Employment

*Are you Spanish/

» Household Hi ic! Latino? Yes O Ho ©
Characteristics 1spanic! Latine?
*What is your race? Native
Select one or more. | American Black or Hawvaiian
Indian/Alas [ Asian r African r orother [~
Native American Pacific
Islander
White r
Refused [ Unknown [~ Other r
Country of Birth: [ Select Below 2|

Are you a U.5. lﬁ
Citizen? | 9ECtBeloW T

*In what language do
you prefer to read ar lm
discuss health
related materials?

Comments:

Save New Cultural Background

[ |
[ |
|

3. Enter required information.

Note: See handout to review the program-specific intake form for
required field information.

4. Click Save Hew Cultural Background
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Updating
Cultural
Background
Information

The Update Cultural Background page appears with the

newly entered information.

Current Location: Client > Client Search > Face Sheet > Cultural Background

Manage Demographics. | Client #253622 : Carl Sample

» Cultural Background P

» Languages Update Cultural Background

» Employment

Are you Spanish/ Yes O No @

» Household Hispanic/ Latino?

Characteristics

“If no,then what is your
ethnicity?

Russian 5

What is your race?
Select one or more.  American

Indian/Alask [] Asian O
Native

White

Refused E Unknown []

Country of Birth: | Select Below

Citizen?
Are you a U.S. Citizen? Selact Below

“In what language do
you prefer to read or English -
discuss health related

materials?

Comments:

Date Created: 03/2072007 03:49.05 PM
Date Changed: 03/20/2007 03:50:57 P

Native

Black or Hawaiian

African O or other O

American Pacific
Islander

Other O

Created By: adph
Changed By: adph

Save Changes

To update cultural background information:

1. Edit required information.

Note: See handout to review the program-specific intake form for

required field information.

2. Click _SaveChanges |

A message displays, “Cultural Background Updated

Successfully™.

Tip: You cannot delete cultural background information.
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Adding .
T I ;
Languages 0 add languages
1. Select Languages from the navigation bar.

The Languages page appears.
« Gultural Background

| Languages » Language
o Language Proficiency Preterred Language Date Created
» Household

[Characteristics

No Languages found please add Language

The Add Language page appears.

‘Current Location: Client > Client Search > Face Sheet » Languages > Add Language

Meznage Bemearaphics . Client #253622 : Carl Sample

» Cultural Background
» Languages » Add Language
» Employment
*Language: |English -

» Household
Preferred Language for

Characteristics
Proficiency: | Proficient 'I Discussion of Health English
Issues:
Save New Language

2. Enter the required information.

Note: See handout to review the program-specific intake form for
required field information.

Save New Language |

3. Click
The Language page reappears with the newly entered
information.
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Adding

Employment To add employment status:

1. Select Employment from the navigation bar.
The Employment page appears.

Current Location: Client > Client Search > Face Sheet > Employment

[FERRGEBEmsnEnel Client #253622 : Carl Sample

» Cultural Background
» Languages Employment
» Employment »  [Employment Status Effective From Effective To

» Household
[Characteristics

No Employment Record found please add Employment

[ Add Employment Activity ]

> Click Add Employment Activity |

The Add Employment page appears.

Current Location: Client > Client Search > Face Sheet > Employment > Add Employment

[FERaE e G Client #253622 : Carl Sample

» Cultural Background
» Languages Add Employment
» Employment »

» Household Emp Status: | Unemp - Mot Looking for Wo
il “Hffective From: 01122007 |5 Effectve To: [ |[E

Comments:

Save New Employment

3. Enter required information.

Note: See handout to review the program-specific intake form for
required field information.

4. Click Save New Employment I

The Employment page appears with the newly entered
record.

Current Location: Client > Client Search > Face Sheet > Employment
Manage Demographics Client #253622 : Carl Sample

» Cultural Background

» Languages Employment

» Employment »  [Employment Status Effective From Effective To
» Household Unemployed - Not

nemploye
(Characteristics Loaking for Waork LA

| Display 110 1 of 1]

| Add Employment Activity |
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Adding To add household characteristics:

Household
Characteristics 1. Select Household Characteristics from the navigation
bar.

The Household Characteristics page appears.

> Click Add Household Characteristics |

The Add Household Characteristics page appears.

Current Location: Client > Client Search > Face Sheet » Household Characteristics > Add Household Characteristics

manage bemearsphies | Client #253622 : Carl Sample
» Cultural Background
» Languages Add Household Characteristics
Empl it
: HTUZZ:‘EZH » *Reported Date: W E
Characteristics *Number of Children Living

*Humber of Adults: |1 in Household:  [o

Note: Children Should Be
Under 19

*Family Income: ||50 *Income Frequency: |Weekly vl

*Source of |Child Support -
Income/Support: | [Disability Received Income -
None Verification:

Henta® Status: | OOreed E
Comments: ;I
=
Save New Household Characteristics |
3. Enter required information.
Note: See handout to review the program-specific intake form for
required field information.
4 Save New Household Characteristics |
The Household Characteristics page reappears with
newly entered information.
‘Current Location: Client > Client Search > Face Sheet > Household Characteristics
Manage Demographics | Client #253622 : Carl Sample
:f:::;:‘g:?kwm Household Characteristics
DEe ot |Reported Date Household Family Size  Annual Income Marital Relationship Status
Sni?—::tee:zﬁcs P |ozoio00r [1 52,600.00 |Divorced
| Display 1to 1 0f1|
Add Household Characteristics |
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Adding To add insurance information:
Insurance
Information 1. Return to the Face Sheet.

2. Select Insurance from the navigation bar.

The Insurance page appears.

Insurance

Ho Insurance Information found. Please add Insurance

3. Click add Insurance link.
The Add Insurance page appears.

Current Location: Client > Client Search > Face Sheet > Insurance > Add Insurance

Manage Client Client #253622 : Carl Sample

» Face Sheet

» Client Summary Add Insurance

» Personal Info

> Reterrals *Insurance Type: Iuninsuren =2 Primary Insurance: [

» Relations *Insurance Name: |5~alec1 Below LI

mib Insuran;z;nb\l:::l Insurance Group Number:

» Single Activi . v . |— ive To: |—

Ehg‘bﬁiw ty Effective From: [02202007 [ Effective To L]

# Enroliments Comments: ;I
» Services LI

Save New Insurance I

3. Enter required information.

Note: See handout to review the program-specific intake form for
required field information.

4. Click Save Hew Insurancel
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Editing
Insurance
Information 1. Select Insurance from the navigation bar.

To edit insurance information:

The Insurance page appears.

Current Location: Client > Client Search > Face Sheet > Insurance

Manage Client Client #253622 : Carl Sample

» Face Sheet

» Client Summary Insurance

» Perzonal Info [nsurance Name  Insurance Type
» Referrals |No Insurance Uninsured No |

» Relations

» Insurance p |Display1to1of1]|

» Consents Add Insurance
» Single Activity

2. Click the Insurance Name link.

The Edit Insurance page appears.
3. Edit required information.

Note: See handout to review the program-specific intake form for
required field information.

4. Click —_>3veChanges |

The Insurance page reappears with the newly entered
information.

What is a

Consent? A consent in EIM/ESM differs from the “Consent to Serve” or

“Consent to Share Data” that are used.

In EIM/ESM a consent allows you to share client demographic or
service information with another provider.

Important: Consents are used to facilitate client referrals.

Adding

If required, follow these steps to add a consent:
Consents

1. Select Consents from the navigation bar.
The Add Consent page appears.
2. Enter required information.
3. Click save Hew Consent .
The Consents page reappears with the newly entered data.
Note: See Consent Job Aid for more detailed information.
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Updating If required, follow these steps to update a consent:
Consents

1. Select Consents from the navigation bar.
The Consents page appears.
2. Click the Consenting Person link.

The Update Consent page appears.
3. Edit required information.

4. Click S Changes |

Adding and
Updating Client
Information

When the system is unable to determine eligibility because of
missing information, it provides links to the forms where information
can be entered.

Often, incoming clients do not present with all information needed
for eligibility determination and enrollment. If required information
(demographic data collection) is missing, the system notifies the
provider and supplies links to screens where the required information
can be entered. Once the information is entered, the provider screens
for eligibility again.

Eligibility Results

More intake information is needed to determine eligibility for this
person in the selected program. The following information is required:

Add Insurance
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Editing Client

Information

From the Face

Sheet

Information can also be added and edited from the Face Sheet.

When the Face Sheet is displayed, the navigation bar provides
categories that link to forms where information can be edited.

Manage Client

» Face Sheet 3
» Client Summary

» Personal Info

» Referrals

» Relations

» Insurance

» Consents

Note: Personal Information and Referrals lead to sub-menus.
When you click a category from the navigation bar, a form appears.
When you select Personal Info, you can access demographic and
household information.

Current Location: Client > Client Search > Face Sheet > Client Summary

Client #253622 : Carl Sample

lient Summary Client Summary
» Personaliiie Primary Address: |, Springfield, MA 01109
» Referrals
Primary Phone
» Relations Humber:
» Insurance :
Prefix: ISeiemBe\nw vI
» Consents
» Single Activity Eligibility *First Name: ICar\ Middle Name: *Last Name: ISample
» Enroliments Highest Grad
. ghest Grade
N suffix: [Select Below ¥ Comploted: [select Below =l
. |06f21'1949 57 ear(s) 8 Month l—_l
*Date of Birth: E Age: (s) 27 Day(s) *Gender: |M-Male B

*Social Security fo01 316869 | Refused I Unknown
Number:

Date Created: g:‘QUQUU? 023322

Created By: adph
Date Changed: Changed By:

Save Changes Delete Client |

Add information, and click __Save Changes |

Tip: Click Face Sheet in the breadcrumbs or from the navigation bar
to return to the Face Sheet page, where you can screen for eligibility
or edit other information.

Current Location: Client > Client Search

Manage Client

w CISTESImmany [z

EGETER It | Primary Address: 101 hisin Strest Bnston s 0715]
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Editing Client
Information
From the Face
Sheet

(continued)

In ESM, an applicant may have multiple addresses, phone numbers,
types of insurance, referrals, relations, etc., on record. Use the
following process to add an information set:

1. Select the information category.
2. Click Add (Item). (item may be insurance, address, referral,

etc.)
MManage Client
w Face Sheet
w Client Summary Insurance
» Personal Info Ho Insurance Information founil Ple.\
» Referrals
» Relations
w ATESU ance

3. Complete required fields on page.
Note: Required fields are marked with a red asterisk.

4. Click Save (Item). (item may be insurance, address, referral,
etc.)

Add Insurance

P insurance Policy Humber: Insurance Group Number:
“Efective From: [0328/2008] [ Effective To: iE )

Comments:

Tip: Click Face Sheet in the breadcrumbs or from the navigation bar
to return to the applicant’s Face Sheet.
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Chapter 6: Enrolling a Client into a Program starts with
Eligibility
(E)“g'b'.“ty Before enrolling, the client must be determined eligible for the
VErview selected activity.
During this process, ESM compares the client’s data to the eligibility
rules of the activity and makes a determination.
Currently, you must use the Single Activity Eligibility feature to
screen for one program at a time. In future releases, a feature will be
added that allows providers to screen for multiple programs at once.
Manage Client
» Face Sheet [ 3
» Client Summanry
» Personal Info
» Referrals
» Relations
» Insurance
w Consents You can begin the screening
i ivi < process by selecting
» Eligibility Assessment ‘h Single Activity Eligibility
» Enrollments from the navigation bar.
» Waivers
» Services
Additional

Important Note: When needed, users should refer to program-
specific forms. See handout to review the program-specific form for
required field information.

Information
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The Eligibility
Assessment

Completing an
Eligibility
Assessment

Some programs will require you to complete an Eligibility
Assessment before determining Single Activity Eligibility for the
selected activity (program). If you are unsure contact your DPH
program

The eligibility assessment asks additional questions that are program-
specific. You must complete the assessment before an eligibility
determination can be made. If the assessment is incomplete, the
system will require you to return to the initial assessment page to
start from the beginning.

To complete an eligibility assessment:
1. Access the applicant’s Face Sheet.
Select Eligibility Assessment from the navigation bar.

2
3. Select Program Name.
4

Click | Complete Assessment I

Eligibility Assessments

Provides free breast and cervical cancer
Program screening services for uninsured (or
underinsured) women in Massachusetts
Cardiovascular screening and risk reduction
senvices

® WWHN Breast and Cervical Cancer Screening
Program

VWHN Heart Disease and Stroke Prevention

Frogram Program

[ Review Assessment ] [ Complete Assessment |

Program specific questions appear.
Note: You should back date according to program policy.
5. Enter required field information.

6. Click Ml to answer additional questions.

Note: Consents with wet signatures are still needed.

. Submit .
7. Click === 1 once the assessment is complete.

The Eligibility Assessment page appears with a message,
“The Assessment has been completed successfully!”

Note: The assessment is required and eligibility cannot be
determined without it.
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Determining
Single Activity
Eligibility

Note: The enrollment process begins by determining single activity
eligibility and occurs after you add a client.

To access the Single Activity Eligibility page:
1. Access the applicant’s Face Sheet.

2. Select Single Activity Eligibility from the navigation bar.
The Single Activity Eligibility page appears.

[EEEEE  Client #253622 : Carl Sample

» Face Sheet
» Client Summary Single Activity Eligibility
» IR’e:sam:I info e = =
» l:
olerrals Short term residential services residentia,
» Relations. support services for clients who need a safe
& and structuréd environment to Support their
S Conaein - recavery process after detoxification. These
< @ |esas Servioes Activiy programs are designed to help those who need
g ngle Activity Eligibility services between acute treatment and

residential rehabilitation, outpatient or other

» Services | aflercare.

3422 - School-Based Health Centers, funded
through the Tobacca Control Program, are
comprehensive primary care programs, located
within or on the campus of elementary, middle
and high schools and linked to other community-
based services, that provide developmentaly
and culurally appropriate heallh care to students
wha otherwise may not have access to primary
care. With a muti-giscipinary staff, the centers
promate postive heatth behaviors including

[ad School Based Health Centers. Activity tobacco prevention and cessation services. The
centers increase health knowledge and decision
making skils through programs that are
coordinated wih existing heatth education
activities. The Department funds 21 heath
providers that operate a total of 31 centers
across the state in collaboration with local
school systems in high-risk communities. Efforts
are also supporied fo assist the SBHC's in
becorming icensed and abie to bil third parties

for services.
€ |2201 MRC Vocational Services Activiy \ocational Services
€ |2200 MRC Vocational Rehab Activiy Vocational Rehab
" |2205 MRC Extended Employment Activiy Extended Employment
| 2518 Juvenie Defender Boot Camp Activity Juvenile Defender Boot Camp
€ |2503 DYSGroup Care Activiy Group Care
€ |2226 MRC SHP- Residential Activiy WRC SHPP- Resilential
| 2218 MRC Independant Living - Res Activity Independant Living - Res

Select Activity

| Display 1t0 801 9|

3. Select Activity Name @

4. Click __Selectactvity |

The page expands.

"Contrect: || TSFI001 -2337 - CT = el Gorlact

5. Select a Contract from the pick list.

. Select Contract
6. Click e |.
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Determining
Single Activity
Eligibility
(continued)

The page expands.

*Contract: |TSS1001-2007 - CT VI Select Contract I
*Enrolling Organization: |DPH Provider 1001 = Determine Eligibility

Select Enrolling Organization from the pick list.

Click __ Determine Eiigibilty |

The page reappears with Eligibility Results.

Eligibility Results

This person is eligible for the selected activity.
This person is eligible for 90 days, ending on 06/17/2007.

Create Enrollment

Note: This is how you determine eligibility for enrollment.
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Results of : - .
Eligibility There are three possible results of eligibility screening:
Screening 1. The applicant is determined to be eligible. Click

Create Enroliment | {0 enroll the applicant.

2. If the applicant is determined to be ineligible. A message
appears stating the reason for ineligibility. You may click

Request Waiver | ¢ apply for a waiver. See Requesting a
Waiver module for detailed information on waivers.

Note: This option may not be available if waivers are not applicable
to the program.

3. Additional information is needed to make a determination.
In this case, the system provides links to forms where
information can be entered. See Intake module for more
details. Take note if multiple links appear for eligibility
results. Once, you have selected one of these links this page
will not reappear. Use the left navigation bar to assess the
pages needed to complete missing information that is
required.

Eligibility Results

More intake information is needed to determine eligibility for this person in the
selected program. The following information is required:

Add Insurance Add Cultural Background Add Household Characteristics
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Managing the
Enrollment
Process

Here’s a sample of the left navigation bar expanded showing the
links available to manage the enrollment process.

» Face Sheet
» Client Summary

» Personal Info

» Referrals

» Relations

» Insurance

» Consents

» Single Activity Eligibility
» Eligibility Assessment
w Enrollments [ 3 _
»Waivers

» Enrollment [ 2
» Enrollment Assessment

» Services

» Enrollment Preview

» Enrollment Update

» Dizenrollment Assessment

» Disenrollment Preview

» Disenrollment Update

Accessing the

Enrollments _
Page To view enrollments:

Tip: This is a useful way to access and verify enrollment.

1. Access the Face Sheet page.

2. Click the Enrollments link from the navigation bar.
The Enrollments page appears.

Client #253622 : Carl Sample

Enrollments

14120 3434 B3AS Transtional |, ., o 03/01/2007 05/29/2007
— Support Services

Note: A client may have multiple enrollments for a program, but
only one can be active.
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I\he Enrolltment The enrollment assessment asks additional questions that are
SSessmen applicant-specific. You must complete the assessment to complete
the enrollment process.

Note: See handout to review the program-specific enrollment form
for required field information and associated code sheet as needed.

Completing an A message will direct you to complete the required enrollment

Enroliment assessment.
Assessment

To complete an enrollment assessment:

1. Click the complete enroliment assessment link from bottom
right of page.

The Enrollment Assessment page appears.

2. Enter required field information.

3. Click _Nextpage |

Additional enrollment assessment questions appear.
4. Enter required field information.
The enrollment assessment is complete.

5. Click —>uemit |

The Enrollment Assessment page appears with a message,
“The assessment has been completed successfully.”

Enrollment Assessments

The assessment has been completed successfully.

Notes:

e After the enrollment process is completed, the applicant now
becomes an active client.

o If the assessment is incomplete, the system will require you to
return to the initial assessment page to start from the
beginning.
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Creating an

Enrollment Note: The applicant must be screened through the Single Activity

Eligibility process before he or she can be enrolled.

Tip: You can add an enrollment from the Single Activity Eligibility
page or select Enrollment from the navigation bar.

1. Access the Single Activity Eligibility page and determine
eligibility.
2. Click Create Enrollment |

The Create Enrollment page appears.

Create Enrollment

‘Enrollment Per io@
Start Date:

Comments:

E
=

< Calculate Timeframe h

3. Enter Enrollment Period Start Date. This date must be
within the last 365 days.

Note: There is a time period rule associated with individual programs
(ranging from seven days to two years).

4. Click Calculate Timeframe I
The Enrollment Confirmation block appears.

5. Click Confirm Enrollment | )

The Update Enrollment page appears with a message,
“Enrollment Added Successfully!!!”

Optional: Add comments and click =~ Save Changes [

To update the enrollment, edit required information and click

Save Changes |

Important Note: Clients may only have one active enrollment per
program.
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Updating an If a user was enrolled in a program with the incorrect date, this field
Enrollment

Start Date is editable from the Update Enrollment page.
To update an enrollment date:
1. Access the Enrollments page.
2. Click the link for the enrollment you wish to edit.
The Update Enrollment page appears.
3. Enter the correct Enrollment Start date and click

Save Changes | )

The Update Enrollment page appears.
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Notes:
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Chapter 7. Adding Services (as needed)

Important Note: Each program policy will determine whether
services need to be added, which is based on the contract type,
program, program-business requirements, and system functionality.

To record services, users must be in a specific service plan for a
specific client. To begin recording services, a client’s service plan
must first be found or created if one does not exist.

All services entered will be professional services.

Adding Service

Plans To add a service plan:

5. Access the Clients page.
The Client Search page appears.

6. Enter search criteria.
7. Click _2sareh
The Search Results appear below the search criteria.

8. Click the Client link.
The Applicant Face Sheet Summary page appears.

9. Click Services from the navigation bar.
The Service Plans page appears.

Service Plans

Service Plan Version: |

Service Coordinater First Name: |

Service Coordinator Last Name: |

Service Plan Org Association: Select Belaw j' Service Plan Status: | Select Below 'I
First Service Delivery Date: E Effective From Date: @
Search Add Plan

10. Click _AddFlan |
The Add Service Plan page appears.

Add Service Plan

Service Plan Org ISE\EEI Bolow j
Association:
‘Effective From: ||09/27/2006 E Effective To: E
Comments: =l

|

Save New Service Plan |

Note: Search from this page to determine whether a service plan
exists for the client.
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Adding Service
Plans

(continued) Notes:

11. Enter plan details, making sure to populate all required fields.

e The Effective From and Effective To date fields are
very important. The system verifies that all tasks, services or
notes associated with the service plan fall within the effective
dates.

e The system does not allow two active service plans of the
same type to exist for an individual client.

Save New Service Plan |

12. Click :
The Service Plan Summary page appears.

Tip: If a plan was created in error, it can be deleted from this page
(assuming all plan contents have been deleted or have an Error
status).

Service Delivery
Data Tips:
ACRU

There are four key steps to entering service :

=

Add professional service

2. Complete screening assessment, as required
3. Report results or diagnosis as needed

4. Update service status

A service plan is now prepared to be billed.

Important Note: Refer to the Client Data Entry Transaction Job Aid
for program-specific requirements.
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Adding
Professional
Services

Once you have created a service plan, now you can add a
professional service:

To add a professional service:
1. Access the Face Sheet page.
2. Select Services from the navigation bar.
The Service Plan Calendar page appears.
3. Select Services from the navigation bar.

» Service Plan Calendar P
» Service Plan Summary Service Plan ID:  #523 Version 1 Effective From: |08/29/2006 Effective To:

» Plan N

August 2006

» Tasks

Year: | 2006 * d

Month: [August =]
Retiieve

Manage Service Plan

Add Plan Note

Add Appointment

Add Planned Service
Add Standard Task

Add Task From Template
Add Milestone

Add Professional Semice

» Assigned Resources

» Cases

» Services

» Service Plans

» Final Diagnoses

» Service Plan

» Add New Service Plan

» Authorization Requests

Add Institutional Serice
Add Resource

Add Case
The Service Search page appears.
» Service Plan Calendar
» Service Plan Summary Service Plan 1D: 523 Effective From: 08/29/2006 Effective To:
» Plan Notes
SRS Service Search

» Assigned Resources

» Cases Service Code: || Select Below > Diagnosis Description:
» Services L4 Service From: E Service To: @

» Final Diagnoses

S e e Status: | Select Below =
A

Search Results

Service Code Service Date Service Type Status
784.0 - HEADACHE
5214 nA/25/2006 rofessional 787.02- NAUSEA | Provider Billing Org {5y
? ALONE EE

MEH 08/23/2006 nrofessional ;E’,g‘gd” Biling Org | g

CRRA 082972006 profassional aocder Biling 018y

| Display 110 3 of 3 |

Add Professional Service Add Institutional Service

. Add Professional Service
4. Click
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Adding he Add .
. The Add Services page appears.
Professional
1 Service Plan Calendar

Se rVICeS » Service Plan Summary Service Plan ID: 523 Effective From: 08/29/2006 Effective To:

» Plan Notes
(Cont|nued) sk Add Professional Service

» Assigned Resources

» Cases Service Code: |E921EI Rernowe impacted sar wax j Select Service Code

Services »

» Final Diagnoses

NCarIT o Rendering Provider: | Provider Billing Org 9993 ~| _ Select Provider

Assessments

Rendering Clinician | Select Below ¥ Taxonomy Cade | Select Below v
Labaeratory/Facility: | Provider Billing Org 8999 +
Facility Code: |11 Office hd
Service Date: 5]
Units: |1 Unit Type: Minutes
Save New Service

Tip: The Add Professional Service link may also be accessed from the
Service Plan Calendar view.

5. Select a Service Code from the drop down box.

Tip: If you know the service code, press the Esc key then type the
service code in the pick list field.

6 Click| Select Service Code |

Additional data entry fields appear.

7. Select a Rendering Provider from the drop down box.

8. Click Select Provider |

Additional data fields abpear.

9. Enter service details, making sure to populate all required
fields that are indicated by a red asterisk.

10. Click Save New Service |

The Service Summary page appears with a message stating
that the record has been successfully saved.
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gormpr:_ertllng a Important Note: Each program policy will determine whether

creening services need to be added, which is based on the contract type,
Assessment

program, program-business requirements, and system functionality.

A Screening Assessment may be completed in conjunction with
adding a Professional Service. If the assessment is incomplete, the
system will require you to return to the initial assessment page to
start from the beginning.

Note: Complete Screening Assessment, required only for office visit,
level of service and Comprehensive Risk and Resiliency Assessment.

To complete a screening assessment:
1. Access the Service Summary page.

2. Select Screening Assessment from the navigation bar.

The Screening Assessment page appears.

3. Click the radio button next to your program-specific
assessment.

4. Click Complete Assessment I

An additional Screening Assessment page appears.

5. Click _Nextpage |

A Screening Assessment page appears stating the assessment is
complete.

6. Click —jemit |

The Assessments page appears with a message, ““The assessment
has been completed successfully”.
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Addingan ICD- 14 544 an 1CD - 9 Diagnostic:
9 Diagnostic

Code 1. Access the Service Summary page.

Add Diagnosis |

2. Click
The Diagnosis Search page appears.
3. Enter ICD-9 Code in textbox.
Tip: If your search results do not generate the expected results, use a
% before a partial ICD-9 Code.
4, Click =2 |
The search results appear below service search.

5. Select the Diagnosis Code by clicking the radio button from
the search results.

6. Click Save Diagnosis |

The Service Summary page appears with the Diagnosis Code
displayed.

7. Update Status to Reported.

8. Click __S%eChanges |

The record has been saved.

Completing a
Service Plan
Assessment

Important Note: Each program policy will determine whether
services need to be added, which is based on the contract type,
program, program-business requirements, and system functionality.
To complete a service plan assessment:
1. Access the Service Plan Calendar page.
2. Select Service Plan Assessments from the navigation bar.
The Service Plan Assessment page appears.

Service Plan Assessments

& |3BHC_Service |

Review A I Ci A Update Assessment I
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Completing a

Service Plan 3 Complete Assessment |

Assessment The Service Plan Assessment form appears.
(continued) 4. Complete assessment.
. Submit
5. Click ——mt |,
The Service Plan Assessment page reappears with the
assessment completed successfully.
6. Update service status as required.
Recording

. Users can associate service results with certain services provided to
Service Results .
clients.
To record service results:
1. Access the Services page.

2. Select a Service Code link from the search results.

Service Plan ID: 624 Effective From: U1/2872008 Effective Teo: 0172572007

Service Search

Service Code: | Select Below | Diagnosis Description:
Servics Fram: i Sarvics Ta: ]
Status: |Select Below |
Search |
Search Results
\professional iHf Hospital Diraft

. [ Fospaal [Craf
|professonat | Hosptal |Dratt

| Display 1to 3 of 3|

l Add Prefessienal Service ] [ Add Institutienal Service ]

The Service Summary page appears.
3. Click Service Results from the navigation bar.
The Service Results page appears.

Service Plan ID: 653 Effective From: 05/05/2008 Effective To:

88142-Cytopathology, cervicalivaginal, preservative fluid,

Service Code: -
auto thin layer prep; manual screen

Type: professional

Service Results

|Date Received Service Result Type Reporting System Result Status

[ Add Service Result ]

4. Click [Add Service Resut ]
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Recording

Service Results The Add Service Result page appears.

(continued) Service Plan ID: 853 Effective From: 05/05/2008 Effective To:

88142-Cytopathology, cervicalfvaginal, preservative fluid,

Service Code: ) -
auta thin layer prep; manual screen

Type: Prafessional

Add Service Result

Service Result

Type : Pap
RepOrting (5o iesdazint v

System/Units:

5. Select Reporting System/Units

6. Click (=]
The Add Service Result page appears.

Service Plan ID: 653 Effective From: 05/05/2006 Effective To:

88142-Cytopathology, cervicalivaginal, preservative fluid,

Service Code: . :
auto thin layer prep; manual screen

Type: Professional

Add Service Result

Service Result

Type : e

Reporting g ocdant
System/Units:

‘Result: |21-Negative far Intraepithelial Lesion or Malignancy

*Specimen Adequacy: 3-Unsatizfactary |¥

Date Received: l:lﬁ ‘Geatus: | DZ-Further screen
Recommended |:|
Follow Up Meonths:

Comments:

[ Save New Service Result ]

7. Enter service result details, populate all required fields.

8. Click |save Hew Service Result]

The Service Results page appears displaying the new entry.
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Completing a
Final Diagnostic
Assessment

For some programs, such as Women’s Health Network, you may be
required to complete a Final Diagnosis Assessment. This assessment
needs to be completed at the close of a diagnostic work-up.

To complete a final diagnostic assessment:
1. Access the Add Associated Service page.

2. Click Final Diagnosis from the navigation bar.
The Final Diagnosis page appears.

» Service Plan Summary Service Plan ID: 546 Effective From: 01/26/2006 Effective To:
» Plan Notes
ppTasks | Final Diagnoses
» Assigned Resources - e - -
i a3k 0S - CIN WSe: dh asial
:si:l;?:gr-oses » e X s sm(ncnsyr;:-eqy?p T [comiete |
» Service F'I:.;ssussmcnls | Display 1to1of1|
3. Click the Determination Date link.
The Update Final Diagnosis page appears.
T 13
tarvem Pz S0 Efgcisrn Proer. BH260TSE Efactive Tr
Update Final Dlagnosis
ey Degiaid Cidks 0 . CH ha e JAMATR S W
I:"T: ITeTme @ lirur Cormii -
- - : - PR
_ SawsChanges |[ Detete Firal bugroma |

4. Click Assessment from the navigation bar.
The Diagnosis Assessments page appears.

« | Diagnesls Assessments
D
Aymh
Fatrveres h R R AL I Crphne ALea narmen
lick Complete Assessment
5. Clic
izgnosis Assessmant
Cbmnt Lawl Marns:  Ausian Chiwmi Tirsl Hama: Jans Climst i1 £33

T Coamplans thes arssegervent 4 his chent pess Head
insd rans

% compioe
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E.Omlplge_tlng at' The Diagnosis Assessment page appears and the diagnosis
ssossmont assessment begins.
Assessment
. |u da TR Diagnosis Assessmant
(continued) i 2

Chmn Lawi Alarma:  Ausian Climi Tirsi Mama:  Jdane Climsi i £33
Ty Coamplens the arsesoment o his chent. ess Head

Tinat pags

% Compine

Tip: Notice the % Complete bar at the bottom of the page. Once
started, work must be completed. A partially completed assessment
cannot be saved.

6. Click _Nextpage |

The Diagnosis Assessment is continued.

| Diagnesis Assessment
L3
WHH Sersieal (Hagrasiks and Treaimen dssesem sl

o 15 i lorm wian was
enliaried

VAN

F1nit wib cofloomd e inlemson
Flest name [sany Laast Marrsa: e

| Pesmypage || Hewpage |

5 comphin

7. Enter information in the Date the information was collected
and the Staff who collected the information fields.

A series of pages appear for completion. The pages that
appear depend on the values entered on previous pages.

8. Enter information to complete the questions regarding the
client’s particular circumstances.

9. Click —=jemit |

The Diagnosis Assessments page appears with the message,
“The Assessment has been completed successfully.”
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Adding a Final

) . Users may also maintain final diagnosis details for a client.
Diagnosis

To add a final diagnosis:
1. Access the Service Results page.
2. Click the Services link in the breadcrumbs.

3. Click Final Diagnosis from the navigation bar.
The Final Diagnosis page appears.

» Service Plan Calendar

Service Plan I0: 502 Effective From: 12262005 Etfective To:

Final Diagnoses

p  |eterminetion Gate agnosis Type Brimary Code Status
AN AZ006 _Cei\'t‘al |- |
QNTRO0E _E.'Enlr 1- Lost to Folow-up

| Display 110 2 of 2|

Add Final Diagnosis

Note: Diagnostic services that are recorded without an associated
final diagnosis appear on audit reports. Such diagnostic services
appear open to the CDC. Completion of final diagnosis information
Is critical.

4 C"Ckl Add Final Diagnosis |

» Plan Notes Service r%!l 10: 562 Effective From: 01072006 Effective Toc
» Tasks
» Assigned Resources Add Final Diagnosis
» osis Type: | Breast v Select Diagriosis Type
Primary Diagnosis Code: | 1- Breast cancer dentfed v
nnl;-“‘: Diag (o100 ﬁ Recommended Follow Up Months:

Status: | Select Below

Save New Final Diagnosis

5. Select a Diagnosis Type.
6. Complete the optional fields, as needed.

7. Click | Save Hew Final [Iiagnosis'
The Final Diagnosis page appears with new entry displayed.

Service Plan ID: 653 Effective From: 05/05/2006 Effective To:

Final Diagnoses

||Delermination Date Dii is Type Primary Code Status

I 05/05/2006 Cervical 01 - Mormal benign reaction Complete
Cervical
Cervical

| Display 1to 3 of 3 |
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Associating
Services to a
Final Diagnosis

Users are required to associate service(s) to a Final Diagnosis.
To associate service to a final diagnosis:

1. Access the Final Diagnosis page.

2. Click the Determination Date link.

3. Click Associated Services on the navigation bar.
The Associated Service page appears.

4. Click Add Associated Service.
The Add Associated Service page appears.

n 1D 562 Effective From: 01/07/2006 Effective To:

Add Associated Service

| Service Code Service Date Service Type Erowider Status

o) 19000 - Puncture

aspieaton, cyst, besast 010772006 professonal |Chmeﬂ

| Display 1to10f1|
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Chapter 8: Disenrollment

Disenrollment A client is automatically enrolled for a set period of time, which is

Overview determined by the DPH program. It’s during that time period,
however, the client may drop, relapse, complete the program or
become ineligible due to changes in income, insurance, etc. When
that happens, the enrollment should be closed.

Add'“"”"f" Important Note: When needed, users should refer to program-

Information

specific forms. See handouts to review the program-specific form for
required field information.

Disenrolling a To close an enrollment:

Client or

Updating 4. Access the Enrollments page.

Enroliment 5. Click the link for the enrollment you wish to close.
Status

The Update Enrollment page appears.

Update Enrollment

Enrollment ID: 621 Enrollment Status: | Closed Activity: School Based
Health Centers
Medical Recan! 242630 ['ISGI]ID”I]]GI]T Eiecame income ineligib
Number: Reason:
UE/ 2472007
Enrollment Start Date: 08/25/2008 EI]IO"II]&I]BEI](! I Duration: 365 Days
ate: %

Enrolling Corporation: Provider Billing Crg 5993
Enrolling Facility:

Comments:

Date Created: UABH:EBQDDE 104827 Created By: bbillings

Date Changed: Changed By:

Save Changes >

6. Edit the necessary information.
0 Mark enrollment status closed.
0 Select reason for disenrollment.
o Enter Enrollment End Date
o Optional: enter comments.

Important Note: Enrollment End date information can only be
entered when an enrollment is marked as “closed.”
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7. Click Save Changes I
The Update Enrollment page appears.
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The You can manage the following disenrollment activities from the
Disenrollment o .
navigation bar:
Assessment
e Disenrollment Assessment
e Disenrollment Preview (including print assessment)
e Disenrollment Update
Manage Enrollment
» Enrollment 2
» Enrollment Assessment
» Enrollment Preview
» Enrollment Update
» Disenrollment
Pssessment
» Disenrollment Preview
» Disenrollment Update
Note: See handout to review the program-specific disenrollment
form for required field information and associated code sheet as
needed.
Cpmpletlng a To complete a disenrollment assessment:
Disenrollment _ o
Assessment 1. Select Disenrollment Assessment from the navigation bar

The Disenrollment Assessment page appears.
2. Enter required field information.

3. Click _Nextpage |

Additional disenrollment assessment questions appear.
4. Enter required field information.
The enrollment assessment is complete.

5. Click —2uemit |

The Disenrollment Assessment page appears with a message,
“The assessment has been completed successfully.”
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Re-enrolling a

i To re-enroll a client:
Client

1. Check basic Demographic information (address, phone, etc.).
2. Update Demographic information, as needed.

3. Enter Single Eligibility Activity.

4. Create Enrollment.

5. Enter Enrollment Assessment.

Note: When performing steps 3 - 5, you are repeating the initial
enrollment process.
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Chapter 9: Managing Service Plans (as needed)

g/lan_aglrFl)? ) Important Note: Each program policy will determine whether
Aerylce q ans: services need to be added, which is based on the contract type,
RZ?ogL?reces program, program-business requirements, and system functionality.

Authorized users can maintain resources for a client’s service plan.
The resources assigned to the client’s cycle of care can then be
referenced as part of a particular task, appointment or scheduled
procedure.

To add an assigned resource:
1. Access the Service Plan Calendar page.

2. Click Assigned Resources on the navigation bar.
The Assigned Resources page appears.

3. Click Add Resource link.
The Add Assigned Resource page appears.

Add Assignhed Resource

Last Name: | Bilings First Name:

Specific Suborganization: | Select Below [+
Staff Group: | Select Below |+

Staff Type: | Select Below ]

Search Results

chris billings Provider Billing Crg 3599 Active

ann hillings Pravider Billing Org 9999 Active
Eob Bilings Provider Billing Crg 9999 Active

Q0|0

Service Coordinator |[]

[ Save New Assigned Resource ]

Note: A resource search may be conducted based on the resource’s
last name, specific sub-organization, and staff group or staff type.

4. Select the desired resource in the Search Results.

5. Select the Service Coordinator check box to identify the
resource as a Service Coordinator, if desired.

6. Click | Save Hew Assigned Resource |

The Assigned Resources page appears with the new resource.
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Chapter 10:
needed)

Case
Management
Overview

Working with Case Management (as

Authorized users can maintain resources for a client’s case
management. The resources assigned to the client’s cycle of care can
then be referenced as part of a particular task, appointment or
scheduled procedure.

This is based on program requirements when abnormal results
require case management.

Once a case is entered, you can insert case notes as well as schedule
tasks associated with the management of each case.

Case management consolidates the collection and access to real-time
client-level data sharing across all authorized staff involved in patient
care.

Note: Service Plans, Case Notes, and Tasks are used for client care.
Only those providing case management should be using Case Notes
and Tasks.

Use case management to:

e Add acase

e Add a case note

e Add a task:
Add appointment
Add planned service
Add template
Add milestone

O O O

(@]

Tip: You can access this functionality using the left navigation bar
and selecting Cases or from the Manage Service Plan navigation box
located on the Service Plan Calendar page.

A

Client #253622 : Carla Sample

-
ra
=
=]
&

L
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Adding a Case To add a case:

1. Access the Service Plan Calendar.
2. Select Cases from the navigation bar.
The Cases page appears.

Current Location: Client> Client Search > Face Sheet> Service Plans > Service Plan Calendar > Cases

RN client #253622 : Carla Sample

» Service Plan
Calendar

» Service Plan
Summary

» Plan Notes

» Tasks .
> el FeanTees No Case Information found. Please add case
» Cases 4

Service Plan ID: #6534 Versionz  Cectve FrOm: g Effective To: 01/25/2007

Cases

» Services

» Final Diagnoses
» Service Plan
Assessments

3. Click Add Case link.
The Add Case page appears.

[Current Location: Client> Client Search > Face Sheet> Service Plans> Service Plan Calendar: Cases > Add Case
Client #253622 : Carla Sample

n Service Plan Calendar
1 Service Plan Summary Service Plan ID: #5634 Version 2 Effective From: 01/25/2006 Effective Te: 0172572007
0 Plan Notes
|ifske | Add Case
» Azsigned Resources .
» Cases » LA - Hnspital
n Services = =
e ——— 1 -
 Flnal Diagnoses Cash Managet: || -
» Service Plan |ssue Category: | Greast :-. Date Entered at DlaE:z:!u @
Assessments o :
“Enter Either CM Initiztion Date or Refusal Date
*CM Initiation Date: |05/06/2006 ] Refusal Date: B

| Save New Case

4. Enter required information.

5. Click ISaue Hew Case |
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Adding a Case The Case Summary page appears with the case added
continued successfully.

Current Location: Client > Client Search > Face Sheet> Service Plans > Service Plan Calendar > Cases > Case Summary

Client #253622 : Carla Sample

» Case Summary 4

» Case Notes Service Plan ID:  #634 Version 2 Effective From: 01/25/2006 Effective To: 01/25/2007
» Tasks Case ID: 363

» Case Assessment

Case Summary

‘ Case Added Successfully

Status:  Active
Enrelling Organization:| Hospital

“Case Manager:
“Issue Category: I@ Date Entered at DiaE:\o/:Ec E
CM InitiationiRefusal Date: | 05/06/2006 @ ‘Date Type: Enrollment @ Refusal O
Discharge Date; E
Discharge Reason: | Select Below M

[ Save Changes H Delete Case
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Adding Case

To add a case note:
Notes

1. Access the Case Summary page.
2. Select Case Notes from the navigation box.
The Case Notes page appears.

Current Location: Client> Client Search > Face Sheet> Service Plans > Service Plan Calendar > Cases > Case Summary > Case Notes

Client #253622 : Carla Sample

» Case Summary
» Case Notes > Service Plan ID: #634 Version 2 Effective From: 01/25/2008 Effective To: 01/25/2007
» Tasks Case ID: 363

» Case Assessment

Case Notes

No Case Note Information found. Please add case note

3. Click Add Case Note link.
The Add Case Note page appears.

Current Location: Client> Client Search > Face Sheet> Service Plans> Service Plan Calendar> Cases > Case Summary > Case Notes > Add

Case Note
Client #253622 : Carla Sample
» Case Summary
» Case Notes 4 Service Plan ID: #5634 Version 2 Effective From: 01/25/2008 Effective To: 01/25/2007

» Tasks Case ID: 363
» Case Assessment

Add Case Note

“Note:

Save New Case Note

4. Type or paste information in textbox.

5. Click [ save Hew Case Hote |

The Case Notes page appears with the note record displayed.

Current Location: Cllent> Client Search > Face Sheet> Service Plans > Service Plan Calendar > Cases> Case Summary > Case Nores

Client #253622 : Carla Sample

Service Plan ID: #534 Version 2 Effective From: D1/25/20068 Effective To: D1/252007
| Case ID: 385
n Caze Assessment |
Case Notes
| Wil falloww up wath client before nest |050T008 | prruset o |
| Display 1t 10F 1]
| Add Case Hote
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Adding a Task To add a task:

1. Access the Case Summary page.
The Tasks page appears.

Current Locatlon: Cllent> Client Search > Face Sheer> Service Plans > Service Plan Calendar > Cases > Case Summary > Tasks

Client #253622 : Carla Sample
» Case Summary

| Service Plan ID: #6349 Version 2 Effecrive From: 01252006
3 Case ID: 385
» Case Assessment |

Tasks

Effective To: D1/2572007

| Add Appoi | [_Add Planned Servies | [__Add Standard Task__| | Add Template | [ Add Mil ]

2. Select a task.
The appropriate Add Task page appears.

Current Locatlon: Cllent> Client Search > Face Sheet> Service Plans > Service Plan Calendar > Cages > Case Summary > Tasks = Add Task

o~ Client #253622 : Carla Sample
* Case Summary |
» Case Notes | Service Plan 1D: #6834 Version 2 Effective From: 012572008
» Tasks » Case ID: 365

% Caze Atzassmant |

Effective To: 01/232007

Add Appointment Task

“Organization Short Mame: | Select Below "] Salect Organization

To add appointment task:

3. Select organization short name.

4. Click [=etect Crganization |

The page reappears with additional fields.
Add Appointment Task

“Organization Short Name: | [+] [L_Select Orgarization |
‘Location: | [+|[ Select Lacation
“Staff Member: | Select Below
“Task Title: |
*Priority: *Task Status:

“Date Scheduled

*Time Scheduled: | 10:00 . AM © PM O

Comments:

Recurring Task
Recurring Task: [

Duration: ‘Se\e:t Below M
Pattern: By Date of month © By Day of week &
Day of Week: synday o Monday o Tuesday O Wednesday O
Thursday [&] Friday (@] Saturday O

Day of Month: | Select Below
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Adding a Task
continued

5. Enter information for required fields.

Tip: If the task is ongoing, use the recurring task fields to document
this information,

6. Click | save Hew Task |

The Task page appears with the task added successfully.

Client #253622 : Carla Sample

Service Plan ID: #634 Version 2 Effective From: 01/25/2008 Effective To: 01/25/2007
Case ID: 383

Tasks

‘ Task added Successfully. |

Date Scheduled Task Title Task Type Status
05/10/2008 ‘appmntment Appointment Scheduled |

| Display 1to 10of 1]
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Chapter 11: Requesting a Waiver (as needed)

Waivers

. When a client is ineligible for the program, the authorized user can
Overview

request a program eligibility waiver for a client.

The waiver is approved or denied by the Department of Public
Health (DPH), usually within a few days.

If the waiver is approved, the system allows the applicant to be
enrolled.

Accessing the
Waliver Request
Page

The Waiver Request page can only be accessed when an applicant is
determined ineligible through Single Program Eligibility.

To access the Waiver Request page:
1. Access the Face Sheet page.
2. Click Single Program Eligibility in the navigation bar.

3. Determine that the individual is not eligible for the program.
(the waiver cannot be requested unless the applicant is
ineligible)

Eligibility Results

This person is not eligible for the selected program.

1
WHH Gender requirements were not met.

Request Waiver |

4. Click Request Waiver |
The Waiver Request block appears at the bottom of the page.
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Requesting a

' To request a waiver:
Waliver g

Waiver Request
Person Hame:
Birth Date: 01/0541950
Program Hame: YWHN Breast and Cervical Cancer Screening Program
Status: Reguested

1
Reason for Waiver: WWHMN Gender requirements were not met.

Requestor Hame: Is{eps

'Effective From: IDQN 212005 E 'Effective To: I E
Comments: :I
[
Request Waiver |

1. In the Waiver Request block, enter waiver details, ensuring all
required fields are populated.

Note: In the Effective From and Effective To fields, enter dates
approximately a month apart. This is the time period in which you
can enroll the applicant once the waiver is approved.

2. Click Request Walver I

A message confirms that the waiver request has been submitted.

Important: In the comments section, enter reason for waiver request.
A decision will be based upon rationale inserted in comments
section.
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t//\;g\i,il/?rgs Once you submit a waiver, check the system regularly for a response.
Waivers should be approved or denied within 3 days, most within 24
hours.
To view or update the status of existing waivers:
1. Access the Face Sheet page.
2. Click Waivers in the navigation bar.
The Waivers page appears; the waiver is listed as submitted,
approved or denied.
3. Click the Program link to view details.
» Face Sheet
» Client Summary
» Personal Info WaiVElS
--i::::)::z Program Status Hame Effective From Effective To
%ﬁm Approved ’ steps 0941 2/2005 120012005
- f:,zpmgmm | Display 1to 1 011 |
» Eligibility Assessment
Page 86
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Enrolling an
Applicant With
an Approved
Waiver

To enroll the applicant, you must go through the Single Program
Eligibility screening again. (See module 6).

The system determines the applicant ineligible; however, since there
is an approved waiver, an enrollment button appears and allows the
applicant to be enrolled.

'Single Program Eligibility

SelecProgram Hame Type Des=cription
Provides free bresst and cervical
- WWHR Bresst and Cervical Cancer Program cancer soreening services for
Screening Program uninsured (or underinsured) women in
Massachuzetts
WHN Heart Disease and Straoke Cardiovazcular screening and risk
[ ” Progratm A )
Prevention Program reduction services

Select Program |

| Display 1to 2 of 2 |

‘Contract: | =] Select Contract |
‘Enrolling = Determine Eligikil |
gibility
Organization: I J
Eligibility Results

This person is not eligible for the selected program.

1
WHH Gender requirements were not met.

Person Waiver Request Approved.

< Create Enrollment. t
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Chapter 12:  Working with Prior Authorizations (as

needed)

Introduction Authorizations are a function of treatment planning, case management
and service delivery in the ESM system.

Business o ) _ o

Process An authorization is the process by which providers request permission

Overview to provide a particular service or services. Not all services require

authorizations. Providers should submit authorizations prior to service
delivery. Previously, requests had been submitted in many forms:
telephone, fax, paper and electronically. EIM/ESM will streamline
these processes accommodating a paperless transmission.

Designated staff members from a service provider organization have
the ability to create authorizations for a specific client, identify the
status of each authorization, and review the amount of services for
each authorization. Designated staff in the program office have the
ability to review authorization requests that have been received from
providers associated with their programs and respond to such requests.

Authorization The following table lists the status states that are posted during an

SRtZC':E:ZE authorization request:
Status Definition
Draft Initial creation status
Submitted Request has been sent for authorization
Hold Status of authorization while awaiting an agency-

indicated response

Approved Authorization request approved by reviewer
Once approved, services are ready to be delivered
and billed on.

Rejected Authorization request rejected by reviewer
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Chapter 13: Reporting

Introduction Typically, reports are generated by an authorized user who chooses
report content and format as part of submitting a reporting request.

Key Terms The following terms will help in understanding how reports function:

e Service Management Reports:
Reports related to ESM functionality

e Report Selection Criteria:
Parameters/filters a provider enters when requesting a report

e Report Output Format:
Reports can be created as Excel or PDF files

e Report Frequency:
Reports in EIM/ESM are scheduled on-demand

Accessing the
Reporting
Feature

To access the reporting feature of EIM/ESM: Select the Reports
module. A list of Service Management reports appears.
P

Home | Clients | Case Management | Billing | Contracts | Credentials | Report | Hels

Current Location: Reports> Reports

Reports Reports
» Report »
ESM Reports

Client Enrollment Status

Client Enrollment Status (DI
Client Extract

Client History - BCC

Client History - HOSPP

Clients with Incomplete Data
Clients with Incomplete Data (DI
Clients With Abnormal Results
Common Intake Applicants
Fund Allocations by Service and Age Category
WHN MDE Audit Report

System Assurance Reports

Note:

The reports are generated in Adobe PDF and Microsoft
Excel format.

Click here to download free Acrobat Reader to view
PDF files

Click here to download Microsoft's free Excel Viewsr to
view Excel file.

Note: Access to reports is based on user security roles. Your page
may look slightly different.
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ESM Reports The table below lists the reports available in EIM/ESM. Depending

Catalog on your user security role, not all reports listed may be relevant to the
program you are working with.
Report Name Purpose

Aggregate Diagnosis Report | Provides a listing of the top 50 diagnoses made at a

(SBHC) given site in a given period.

Aggregate Enrollment Status | Provides a copy of the new unique client enrollments

Report (SBHC) per site per month for the selected year.

Aggregate Service Report Provides a listing of the top 50 services delivered at a

(SBHC) given site in a given period.

Client Extract Report Provides contact and demographic information for a
selected client population for the purpose of contacting
the client.

Client Enrollment Status Provides a list of clients enrolled within some specified

Report timeframe. Can be used to identify clients that have

been enrolled that have not received services, to
confirm enrollments, to identify clients that have
disenrolled and referred to another program (activity)
and to assess organization capacity usage.

Client Enrollment Status Provides a list of clients enrolled within some specified

Report - DI (BSAS) timeframe. This version of the report without client
identification information is to be used by BSAS agency
users.

Clients with Abnormal Identifies clients with abnormal test results that require

Results monitoring or follow-up.

Client with Incomplete Data | Provides a list of active clients missing information. The
purpose of this report is to provide a summary report of
clients where data is missing such as missing
Assessments (input parameters might include:
Program/Activity and Assessment Name — multi-select).
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ESM Reports
Catalog

(continued)

Report Name Purpose

Client With Incomplete Data
- DI (BSAS)

Provides a list of active clients that are missing
information.

This version of the report without client identification
information is to be used by BSAS agency users.

Identifies clients that have been processed through
common intake. Provides a list of applicants processed
through common intake for a specific program.

Common Intake Applicant
Report

Client History - BCC Shows the full clinical history of services received and
paid, funding sources, results, diagnosis, and treatment
information for selected client/s. This report format will
be used with site visit criteria to generate site visit client

history as well.

Client History - HDSPP Shows the full clinical history of services received and
paid, funding sources, results, diagnosis, and treatment
information for selected client/s. This report format will
be used with Site visit criteria to generate site visit client

history as well.

Diagnosis Report (SBHC) Provides a copy of the enrolled individuals associated

with a selected diagnosis.

Encounter Status Report
(SBHC)

Provides a copy of the unique daily encounters per site
for each month of the selected year.

Fund Allocations by Service | Analyzes fund allocations by service and age

and Age Category (Fund
Allocation Report)

categories. The CDC requires monitoring performance
against guidelines based on Age and Service Category.

Services Not Associated
With a Claim or Have an
Error

Provides a list of services that are in draft or ready state
that have not been associated with a claim or services
that have been rejected.
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Entering

. Criteria selection tailors report results. By entering criteria, a user can
Report Criteria P y g

determine the details and grouping of the report data. Criteria include
dates, activity, locations, and contract numbers.

To enter criteria and run a report:

1. Select the Reports module.
A list of Service Management reports appear.

2. Click the name of the individual report link.
A Report Criteria page appears.

Note: The Report Criteria page will differ depending upon
the specific report being requested.

Enter criteria.

Select a Report Format (PDF is the default). Report
criteria are not always printed on reports. Users may
find it helpful to record criteria manually.

5 Click Fun Report

The report opens in a new window.

6. Click File from the menu at the top of the page, select Save
As for Excel file or Save a Copy for PDF.

7. Navigate to the desired location; enter a title in the File

Name field and click 2ave

Tip: Click to clear out report criteria entered.
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'Sl"rzougle - Listed below are some of the most commonly asked questions about
ooting running reports in EIM/ESM.
Problem Possible solutions

Why am | not getting
the results | expected?

e Double-check that criteria filters are correct
e Consider user security

Why doesn’t this match
my legacy reports?

e Double-check that criteria filters are correct

Why does my computer
stall when I try to run
certain reports?

e Check your report parameters (dates, contract numbers etc).
It may be the parameters you specified returned no results.
Sometimes, when the system is trying to return an 'empty’
report, it stalls. This does not happen every time when there
are no results returned. If the system is unresponsive after
five minutes, close any unresponsive windows.

e Reports do not run directly off the EIM/ESM service. They
run from a separate database that is regularly refreshed
with EIM/ESM information. The time delay for this
replication is about 20 minutes, so if you just entered
information into EIM/ESM, you would not be able to report
on it until about 20 minutes later.

When | alert customer
service about reports not
running or taking too
long to run, what
information should 1
provide?

e Make a note of the report name and the date and time you
attempted to run it.

e Provide the input parameters you used (contract number,
vendor name, etc.) and how long you waited before the
report timed out or you halted your efforts. If an error
message appears on the screen, make a note of that as well.
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